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Knowledge Management = 
PraGtiGesSsupport, normalizing practices. 


* Standardize how we support end users. 


e Prepare us to execute on operational activities, like 
incident mgmt. 


Microsoft Tools 


e Service Manager contains knowledge index 
* SharePoint or Service Manager is knowledge repository 


Practical questions to ask 


* How do | document my service desk practices? 
* Dolshare knowledge between people? 


Next time... 


* We'll dig into Service Operations 


* Understand how to support a service once It is 
live 
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Free, online, 
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Deep technical content 
and free product 


At the TechNet Evaluation Center you can Microsoft Hands On Labs offer virtual Microsoft Virtual Academy provides free 
download free, trial versions of Microsoft environments that will take you through online training on the IT scenarios that 
software, with no feature limits. Dozens of guided, technically deep product learning are important to your company and your 
trials are available - all at no cost. experience. career. 

Try Windows Server 2012 for up to 180 Learn at your own pace in labs that you Learn at your own pace and boost your IT 
days. Download the Windows 8 can complete in 90 minutes or less. There skills with over 100 courses across more 
Enterprise 90-day evaluation. Or try is no complex setup or installation is than 15 Microsoft technologies including 
Windows Azure at no-cost for up to 90 required to use TechNet Virtual Labs. Windows Server, Windows 8, Windows 
days. Azure, Office 365, virtualization, Windows 
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software trials today. 
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